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The Effect of Emotional Labor on Emotional Dissonance and
Behavioral Intentions in Hotel Employees

oAl AT

Chae, Sin-Suk

ABSTRACT

Emotional labor can be defined as the degree of manipulation of one”’s inner
feelings or outward behavior to display the appropriate emotion in response to
display rules or occupational norms. The aim of this research was to investigate
the emotional labor on emotional dissonance as it was perceived by hotel Foof
and Beverage employees and to examine the effects of the emotional dissonance
on job burnout and turn over intentions. Data were collected from hotel Food
and Beverage workers at 10 five star hotels in Seoul. A total of 238 samples
were finally used for the analysis. The result of factor analysis delineated four
factors of the emotional labor: deep acting, surface acting, emotional deviance
and naturally felt emotions. The results of the analysis showed that emotional
labor, such as deep acting, surface acting, emotional deviance, had significant
effect on emotional dissonance, while the expression of naturally felt emotions
did not. The results also indicated that emotional dissonance had a significant
influence on the job burnout, while it was not significantly associated with
turnover intention. In contrast, the job burnout had a significant effect on
turnover intention. Practical implications and limitation of the study are
discussed within.
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e SUA3 1.000 - 745 - -
- . AUAL 965 078 809  12.405 0.001
Qjﬁ AUA2 921 .075  .803 12.326 0.001 0.798  0.641
AUA3 1.000 - 791 - -
24 EDE1 .805 .098  .735  7.223 0.001
om EDE2 815 102 746 6.988 0.001 0.727  0.629
=% EDE3 1.000 - .889 - -
EDI1 803 .062  .732  11.381 0.001
wo. EDI2 824 061 778  11.888 0.001
st EDI3 .960 .058  .878  16.506 0.001 0.869  0.673
EDI4 1.000 - 884 - -
JBU1 1559 .159 876  9.824 0.001
ANE JBU2 1425 152 803  9.401 0.001
. 27 JBU3 1.197 .134 739  8.934 0.001 0.817 0620
oo JBU4 1.000 - 705 - -
014 TUIl 1.075 .087  .871  12.408 0.001
g TUI2 918 082 755 11.211 0.001 0.750  0.631

TUI3 1000 - 751 - -

x*=280.516, df=222, p=0.000, RMR=0.048,

2PAF¥E RMSEA=0.033, GFI1=0.915, AGFI=0.885, NFI=0.900, CFI=0.977,
IF1=0.977
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8 9 e EHde AAde] dg g iRzst gazl ojdex
AZ3 9] 583

FHEES.091(.008) 565

A9 734(.538) .132(.017) 641

(.
AALG - 307(-094) - 167(-.027) -.320(-.102) [ 1629,
7725} -.252(-.063) 206( 2) -149(-022) .296(.087) | 678
724 -284(-080) 041(.002) ~168(-028) 276(.076) .605(.366) | 620
o] A% - 276(-.076) -.017(-.001) -.215(-.046) .198(.039) .460(.211) .709(.502) .631
F) ANl 9e BFRAFERAVEIY, ()& 4uwA AFY

5. At 7t 4 7M. AHF

I ATA M S H8l 22 F
Attt (g 2)3 o] AAAR FxEde 4 FE
329.712, df=235, p=0.000, RMR=0.050, GFI=0. 901 AGFI=
NFI=0.883(=>0.90), CFI =0.963, IFI=0.9632.2 NFIjto] ﬂﬂﬂ#g o
ZA7IA] Boka o GFIE 23t BE B/ AR FE st 9l
o] ARkARQl F2RY 9 AYPL 7FEE W AT vt & ¢ Uk

(2" 2)2 AAE TN QA ] el AFEA H AFRICRA,
BEAFT Dtk AAE Belth. F (F 59 AA AFEF B ﬁ‘“—xé A}
t=k°] 2.00 o]Fez yehd 57§e] 7pde] zHE“EJOiOUﬂ t-#kel 2.00
e 2719 7P 717t Ao R EAEAT I E, 2005).

7Hde] A RE SRl E 23 AR, e ﬁl*wbﬂﬂr A F-Z3toke
HANA AZP 9 (tak -2.432), FHA (t3k 3.342), AH LD (7 3.437)¢]
ok A3E ey (ZHd1al, (7HE1b), (7HE1d)7F AfEE oy, 2489
= ta@to] 0.098% veht 7Hdo] 712t it



| A%t - EFPekF(-value) |

~0.315(-2.432) @

0.228(3.437)

- R9F, > R B2

x2=329,712, df=235, p=0.000, RMR=0.050, GFI=0.901, AGFI=0.874,
RMSEA=0.41, NFI=0.883, CFI=0.963, IFI=0.963

(38 2) PEYHARE 24 2}

=& gFzste dEel= o AE M ASAd ATzl 45
—
g

27130l (7Hd2alE t@kol 7.588% Uehy AfEElont, oF el wete] 7 2b
= t@to] 0.985% Uy 7174E 0t AAle 25213} ofzle et dAd
7Hd3a)E t3to] 7.2832.& U} hdo] AjelE ).
(£ 5) ATy 2458 Ao
AR A%  Ex
7} 4 3 =2 S e S CR&t ot 4=
t AR AFE) oz CRH P '
Hla(-) A3 — FF=xg -0.315-0.303 0.130 -2.432 €0.01 A9
Hib(+) ®¥3d9Y — zFgE=xst 0.295 0.281 0.088 3.342 <0.01 A
Hic(H) 43y — g¥xst 0.122 0.119 0.124 0.098 (327 71%
Hld(+) #3dg — #IFFZEsE 0.228 0.288 0.066 3.437 €0.01 A=
H2a(+) #@5Fx3st —  AF4az 0.967 0.604 0.127 7.588 €0.01 A=
H2b(+) #ARFx3 —  oF9x  0.108 0.070 0.110 0.985 €0.32 717

H3a(+) AF¥exl —  oA9dx  (0.580 1.667 1.080 7.283 <0.01 A9

mgel g Rzske] R7=0.837,
d28  ARaze R?=0.922, °|A9%e] R*=0.906

aRAR() ¢ BRES BRAT
BEAT(2)  BEE AEAT
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